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Abstract: The Right to Service (RTS) framework represents a significant shift in Indian public administration from discretionary, 

process-oriented governance to a rights-based, citizen-centric service delivery model. The Jharkhand Right to Service Act, 2011 (JRTS 

Act) was enacted with the objective of ensuring time-bound delivery of essential public services and strengthening administrative 

accountability in a socio-economically diverse and tribal-dominated state. This paper examines the positive governance outcomes of the 

JRTS Act through a spatio-temporal analysis of its implementation between 2011 and 2025. Adopting a mixed-methods research design, 

the study draws upon primary data collected from selected districts of Jharkhand, including citizen surveys and interviews with 

designated officers and appellate authorities, supplemented by secondary analysis of official records and portal data. The empirical 

findings indicate that approximately 68 per cent of applications were delivered within the stipulated time limits, while the average service 

delivery time for certificate services declined from about 12 days to nearly 6 days during the period under review. Additionally, around 

72 per cent of surveyed citizens reported overall satisfaction with services delivered under the Act. The study finds that the JRTS Act has 

significantly improved the timeliness, predictability, and transparency of public service delivery, reduced citizen transaction costs, and 

strengthened accountability within the administrative system. While contextual challenges persist, particularly in remote and Scheduled 

Areas, the overall trajectory of implementation reflects progressive institutional learning and adaptive governance. The paper concludes 

that the JRTS Act constitutes a successful administrative reform with important policy implications for strengthening citizen-centric 

governance in backward and tribal regions. 
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1. Introduction 
 

The quality of public service delivery has become a central 

benchmark for evaluating state capacity and democratic 

governance. Contemporary public administration 

increasingly emphasises transparency, accountability, 

responsiveness, and citizen satisfaction as core principles of 

good governance. In India, this paradigm shift has been 

reflected in a series of legislative and administrative 

reforms, most notably the Right to Information Act, 2005 

and state-level Right to Service (RTS) legislations. These 

reforms seek to institutionalise time-bound service delivery 

and transform citizens from passive recipients into 

rights-bearing stakeholders in governance. 

 

The Jharkhand Right to Service Act, 2011 represents a 

landmark reform in the state’s administrative history. 

Enacted in a context marked by geographical constraints, 

socio-economic backwardness, and a high proportion of 

Scheduled Tribes, the Act aims to guarantee timely delivery 

of notified public services such as caste, income, and 

domicile certificates, land-related services, and social 

welfare benefits. By introducing legally enforceable 

timelines, designated officers, appellate authorities, and 

penalty provisions, the Act seeks to strengthen 

administrative accountability and rebuild citizen trust in 

public institutions. 

More than a decade after its enactment, an assessment of the 

JRTS Act is both timely and policy-relevant. This paper 

focuses on the positive governance impacts of the Act, 

examining how it has contributed to improvements in 

service delivery outcomes across space and time. Rather 

than adopting a critical or adversarial stance, the study 

positions the Act as an evolving governance instrument that 

demonstrates the state’s commitment to administrative 

reform and citizen-centric governance. 

2. Objectives of the Study 
 

The specific objectives of this study are: 

1) To examine the institutional design and implementation 

framework of the Jharkhand Right to Service Act, 2011. 

2) To assess the positive impacts of the Act on the 

timeliness and efficiency of public service delivery. 

3) To analyse spatial and temporal variations in 

implementation outcomes across selected districts. 

4) To evaluate the role of digital governance and 

accountability mechanisms under the Act. 

5) To identify constructive pathways for strengthening 

RTS implementation in Jharkhand. 

 

3. Research Methodology 
 

The study adopts a mixed-methods research design, 

integrating quantitative and qualitative approaches to capture 

both measurable outcomes and administrative experiences. 

 

3.1 Study Area and Sampling 

 

Five districts representing different geographical and 

socio-administrative contexts—Ranchi, East Singhbhum, 

Hazaribagh, Deoghar, and Garhwa—were selected. These 

districts reflect variations in urbanisation, tribal population, 

administrative infrastructure, and digital connectivity. 

 

3.2 Data Collection 

 

Primary data were collected through structured 

questionnaires administered to citizens applying for caste, 

income, and domicile certificates, along with 

semi-structured interviews with designated officers, 

appellate authorities, and CSC/Pragya Kendra operators. 

Secondary data were obtained from government 
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notifications, RTS portal dashboards, departmental reports, 

and published literature. 

 

3.3 Data Analysis 

 

Quantitative data were analysed using descriptive statistics 

and time-based comparisons, while qualitative responses 

were subjected to thematic analysis. This triangulation 

enhanced the reliability and validity of findings. 

 

4. Positive Governance Outcomes of the JRTS 

Act 
 

4.1 Improved Timeliness and Predictability of Services 

 

One of the most visible and measurable achievements of the 

Jharkhand Right to Service Act has been the 

institutionalisation of time-bound public service delivery. 

Prior to the enactment of the Act, service delivery timelines 

were largely discretionary, leading to uncertainty, delays, 

and repeated visits by citizens. The introduction of legally 

notified timelines under the JRTS Act has transformed 

service delivery into a predictable administrative process. 

 

Empirical evidence generated through primary field surveys 

indicates that nearly 68 per cent of applications were 

delivered within the stipulated time limits, reflecting 

substantial compliance with the service standards prescribed 

under the Act. Furthermore, a temporal comparison reveals 

that the average delivery time declined from 

approximately 12 days to around 6 days, underscoring the 

efficiency gains achieved through procedural streamlining, 

digitisation, and closer monitoring. This reduction in 

processing time has had a direct bearing on citizen 

satisfaction, particularly for time-sensitive certificates 

required for education, employment, and welfare schemes. 

 

The predictability of outcomes has emerged as an equally 

important dimension of reform. Citizens reported greater 

clarity regarding application status, expected delivery dates, 

and grievance redressal mechanisms. Such predictability has 

reduced uncertainty and reinforced confidence in formal 

administrative processes. 

 

4.2 Strengthening Administrative Accountability and 

Procedural Discipline 

 

The JRTS Act has significantly strengthened administrative 

accountability by clearly defining roles and responsibilities 

at each stage of service delivery. The designation of 

responsible officers, coupled with the establishment of 

appellate authorities, has institutionalised a structured chain 

of accountability within the bureaucracy. Unlike earlier 

arrangements where responsibility was diffused, the Act 

assigns explicit ownership of service outcomes. 

 

The penalty provisions, although applied judiciously, have 

functioned as an important deterrent against undue delays. 

Interviews with officials revealed that the presence of an 

appeal mechanism and the possibility of penalties have 

encouraged greater procedural discipline and timely disposal 

of applications. Importantly, the Act has shifted 

accountability from informal administrative discretion to 

rule-based performance, thereby reinforcing transparency 

and fairness. 

 

From an organisational perspective, the Act has contributed 

to internal administrative reforms by promoting standard 

operating procedures, documentation, and regular 

monitoring. These changes have gradually fostered a culture 

of answerability and performance orientation within service-

delivery departments. 

 

4.3 Expansion of Digital Governance and Service 

Accessibility 

 

Digital governance has emerged as a critical pillar 

supporting the effective implementation of the JRTS Act. 

Platforms such as JharSewa and the RTS monitoring portal 

have enabled end-to-end digitisation of service delivery 

processes, including application submission, document 

verification, status tracking, and certificate issuance. The use 

of SMS alerts, online dashboards, and digitally signed 

certificates has enhanced transparency and reduced 

information asymmetry between citizens and the 

administration. 

 

The integration of Common Service Centres (CSCs) and 

Pragya Kendras has ensured last-mile connectivity, 

particularly for rural and tribal populations with limited 

digital literacy. These centres function as important 

intermediaries that bridge the digital divide while preserving 

the citizen-centric spirit of the Act. As a result, access to 

public services has expanded beyond district headquarters to 

remote blocks and villages. 

 

Digitalisation has also reduced opportunities for rent-seeking 

by minimising face-to-face interactions and standardising 

processes. The overall impact has been an increase in 

administrative efficiency, transparency, and citizen trust in 

governance mechanisms. 

 

4.4 Reduction in Citizen Transaction Costs and 

Enhancement of Satisfaction 

 

A major positive outcome of the JRTS Act has been the 

significant reduction in the economic and social costs 

incurred by citizens in accessing public services. Prior to the 

Act, repeated visits to government offices, prolonged 

waiting periods, and reliance on intermediaries imposed 

substantial burdens, especially on marginalised groups. 

 

Survey findings reveal that approximately 72 per cent of 

respondents expressed overall satisfaction with services 

delivered under the Act. Respondents highlighted faster 

processing, reduced travel requirements, fewer office visits, 

and improved behaviour of officials as key benefits. The 

predictable timelines and transparent procedures have 

lowered both direct costs (travel, documentation) and 

indirect costs (loss of wages, time). 

 

This reduction in transaction costs is particularly significant 

in a state like Jharkhand, where geographical dispersion and 

socio-economic vulnerability amplify the impact of 

administrative inefficiencies. The Act has thus contributed to 

more inclusive and equitable access to public services. 

Paper ID: SR251215012438 DOI: https://dx.doi.org/10.21275/SR251215012438 1118 

http://www.ijsr.net/


International Journal of Science and Research (IJSR) 
ISSN: 2319-7064 

Impact Factor 2024: 7.101 

Volume 14 Issue 12, December 2025 
Fully Refereed | Open Access | Double Blind Peer Reviewed Journal 

www.ijsr.net 

4.5 Spatial and Temporal Progress in Implementation 

 

The implementation of the JRTS Act has exhibited 

discernible spatial and temporal variations, reflecting 

differences in infrastructure, administrative capacity, and 

digital readiness across districts. In the initial years, urban 

and semi-urban districts demonstrated better performance 

due to stronger institutional capacity and connectivity. 

However, temporal analysis indicates a gradual narrowing of 

this gap over time. 

 

The expansion of notified services—from fewer than 60 

services at the time of enactment to over 360 services by 

2025—illustrates increasing administrative confidence and 

institutional maturity. Continuous training of officials, 

standardisation of procedures, and expansion of digital 

infrastructure have contributed to more uniform outcomes 

across districts, including Scheduled Areas. 

 

This progressive convergence underscores the adaptive 

capacity of the administrative system and highlights the 

importance of sustained policy support. Rather than a static 

reform, the JRTS Act has functioned as an evolving 

governance instrument capable of responding to contextual 

challenges. 

 

5. Discussion 
 

5.1 Interpretation of Empirical Findings in a Governance 

Framework 

 

The empirical evidence indicates that the JRTS Act has 

significantly enhanced timeliness, predictability, and citizen 

satisfaction in service delivery. High rates of on-time service 

delivery and reduced processing times demonstrate that 

rights-based legislation can directly improve bureaucratic 

responsiveness, even in resource-constrained environments. 

 

Predictability and transparency of services have 

strengthened citizen trust in formal governance mechanisms. 

Visible timelines and monitoring tools empower citizens to 

assert their rights and hold administrative officers 

accountable, aligning with Good Governance principles. 

 

5.2 Alignment with Public Administration Theories 

 

The JRTS Act exemplifies New Public Management 

(NPM) principles through service standards, performance 

metrics, and procedural efficiency. Officers are increasingly 

treating RTS timelines as performance benchmarks, 

reflecting internalisation of accountability norms. 

 

Simultaneously, the Act embodies New Public Service 

(NPS) ideals by recognising citizens as rights-bearing 

participants. Citizens increasingly rely on formal procedures 

rather than intermediaries, particularly in rural and tribal 

areas. 

 

5.3 Contextual Challenges as Catalysts for Learning 

 

Challenges persist in connectivity and digital infrastructure 

gaps, staff shortages, administrative overload, and 

verification delays due to dependency on external agencies. 

These challenges have driven adaptive administrative 

learning, prompting departments to expand digital 

workflows, strengthen CSCs/Pragya Kendras, and simplify 

procedures. Training programs for frontline staff ensure 

continuous capacity building and knowledge transfer. 

 

5.4 Implications for State Capacity and Democratic 

Governance 

 

The JRTS Act has strengthened state capacity by 

standardising service delivery, embedding accountability, 

and enhancing procedural predictability. Disparities between 

urban and rural districts have narrowed over time due to 

expansion of digital infrastructure, officer training, and 

procedural standardisation, demonstrating adaptive 

governance. 

 

6. Conclusion and Policy Implications 
 

The Jharkhand Right to Service Act, 2011 has demonstrated 

that rights-based legislation can go beyond symbolic 

enactment to produce tangible improvements in public 

service delivery. Over the period of implementation, the Act 

has contributed to a notable increase in on-time service 

delivery, with approximately 68% of applications processed 

within the stipulated timelines, and a substantial reduction in 

the average processing time from 12 days to around 6 days. 

Equally significant is the high level of citizen satisfaction, 

with nearly 72% of respondents expressing overall 

contentment with services received under the Act. These 

outcomes indicate that the JRTS framework has successfully 

institutionalised rule-based service delivery, strengthened 

administrative accountability, and enhanced transparency 

within the bureaucracy. 

 

The positive governance effects are particularly important 

given Jharkhand’s socio-economic and geographical 

realities, which include widespread tribal populations, 

infrastructural limitations, and dispersed administrative 

units. By clearly defining officer responsibilities, 

establishing appellate mechanisms, and integrating digital 

monitoring tools, the Act has fostered a culture of procedural 

discipline and performance orientation. Citizens now 

experience greater predictability and reduced dependency on 

intermediaries, which has improved trust in formal 

governance systems. Over time, disparities in service 

delivery between urban, semi-urban, and remote Scheduled 

Areas have narrowed, reflecting the adaptive capacity of 

administrative institutions and the effective use of digital 

platforms to overcome spatial disadvantages. 

 

From a policy perspective, the evidence suggests that 

sustained administrative commitment, capacity building, and 

technological integration are crucial for consolidating gains 

under the Act. Continuous training of frontline officers, 

expansion of digital infrastructure, and systematic citizen 

awareness initiatives have proven effective in enhancing 

both access and quality of services. In addition, introducing 

performance-based incentives for officials and maintaining 

rigorous monitoring frameworks can further reinforce timely 

service delivery. The gradual expansion of services under 

RTS, accompanied by standardisation of procedures, ensures 

that new service offerings do not compromise efficiency or 

Paper ID: SR251215012438 DOI: https://dx.doi.org/10.21275/SR251215012438 1119 

http://www.ijsr.net/


International Journal of Science and Research (IJSR) 
ISSN: 2319-7064 

Impact Factor 2024: 7.101 

Volume 14 Issue 12, December 2025 
Fully Refereed | Open Access | Double Blind Peer Reviewed Journal 

www.ijsr.net 

accountability. Remaining implementation challenges, such 

as connectivity gaps and staffing constraints, should be 

approached not as deficiencies but as opportunities for 

iterative learning and institutional refinement. 

 

Overall, the Jharkhand Right to Service Act, 2011 

exemplifies a successful citizen-centric governance reform 

that has strengthened administrative efficiency, enhanced 

public trust, and promoted inclusivity. Its implementation 

provides valuable lessons for other Indian states seeking to 

improve service delivery, reduce transaction costs for 

citizens, and establish transparent, accountable, and 

responsive governance systems, particularly in socio-

economically backward and tribal-dominated regions. 

 

7. Limitations of the Study 
 

While this study provides valuable empirical and analytical 

insights into the implementation of the Jharkhand Right to 

Service Act, 2011, it is important to acknowledge certain 

limitations. The primary data were collected from only five 

districts, which may not fully capture the diversity of 

experiences and outcomes across the entire state. 

Additionally, the focus of the study was primarily on 

certificate-related services such as caste, income, and 

domicile certificates, potentially overlooking variations in 

other service categories. The measurement of citizen 

satisfaction was conducted at specific points in time, and 

therefore, it may fluctuate depending on seasonal 

administrative workloads or external circumstances. 

Furthermore, unforeseen disruptions, such as the COVID-19 

pandemic, may have influenced service delivery patterns and 

affected the findings in ways that are difficult to quantify. 

These limitations suggest that the conclusions, while robust, 

should be interpreted with an understanding of the study’s 

contextual and methodological constraints. 

 

8. Scope for Future Research 
 

The findings of this study highlight several avenues for 

future research that could deepen understanding of the 

Jharkhand Right to Service Act and its broader applicability. 

Comparative studies across different Indian states could help 

identify best practices, variations in institutional design, and 

the factors that contribute to effective implementation. 

Longitudinal research examining bureaucratic behaviour and 

citizen engagement over time would provide valuable 

insights into the sustainability of administrative reforms. 

Additionally, further studies could explore the impact of 

emerging digital tools and e-governance platforms on 

service efficiency and accountability. Research focusing on 

inclusivity, particularly regarding marginalized populations 

in tribal and remote areas, would enrich understanding of 

equitable access to public services. Finally, service-wise 

comparative analyses could identify which categories of 

services are most responsive to the RTS framework and 

which require further procedural refinement. Collectively, 

these future research directions would contribute to 

evidence-based policy making and strengthen the academic 

discourse on citizen-centric governance reforms in India. 
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